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NTRODUCTIO. 



1.1 As part of the Government's 'Citizen's 
Charter' initiative, the Competition and Service 
(Utilities) Act 1992 ('the Amending Act') amended 
the Telecommunications Act 1984 ('the 1984 Act') by 
inserting new sections (27A-L and 46A) into that 
Act which give new duties to the Director General 
of Telecommunications ('the DG'), and place new 
obligations upon certain telephone companies about 
their services to particular customers. 

1.2 This paper is about two aspects of the 
Amending Act - the setting by the DG of individual 
and overall standards of performance for certain 
telephone companies. The DG is required, by the 
Amending Act, to consult persons or bodies 
appearing to him to be representative of persons 
likely to be affected by any standards he proposes to 
set. This consultation paper explains the scope of 
these new powers, sets out some views on the 
general principles which might apply to the setting 
of such standards, suggests some standards and 
some ancillary matters that might be included in the 
DG's final action, and seeks views on the standards 
to be set and related matters. 

1.3 The DG will eventually make regulations or 
determinations about these matters. The views of 
those likely to be affected will help the DG to find 
out what customers would like to see in such 
regulations /determinations. Such views will not 
only help in deciding what should be in the first 
standards, but will also provide a pointer to 
standards that should be made in the future. 

1.4 To help understand the background and the 
terminology used, a summary of all the provisions 
of the Amending Act relating to 
telecommunications is at Annex A and a copy of 
sections 27 A and 27B of the 1984 Act dealing with 
standards at Annex B. 



Scope of the new powers 

2.1 The provisions of the Amending Act only 
apply to certain telephone companies (defined as 
'designated operators') in respect of certain of their 
services (defined as 'relevant services') and 
generally only when those services are supplied to 
certain customers. British Telecommunications pic 
('BT') and Kingston Communications (Hull) pic 
('Kingston') have been designated under the 
Amending Act - and are the only companies who 
can at present be designated in accordance with its 
terms, which limits designation to telephone 
companies which provide at least 25% of the voice 
telephony services within their licensed area. 
Throughout this paper, the word operator should be 
read, therefore, as meaning only BT and Kingston. 

2.2 The services supplied by the designated 
operators and which are covered by the Amending 
Act are known as 'relevant services 'and are:- 

(a) voice telephony services, 

hard wired telephone rental services, 
directory information services, 
directory services, and 
facsimile transmission services, 

but, in each of the above cases, only where 
the service is supplied by a designated 
operator to residential premises, or to non- 
residential premises supphed by a single 
exchange line; and 

(b) public call boxes provided by the designated 
operator, no matter who is the user. 

In this paper, therefore, the word customer, when 
used in connection with the services at (a) above, 
should be read as meaning only customers of such 
services on residential premises or non-residential 
premises supplied with a single exchange line. 
'Customers' in relation to call boxes means all 
customers of these call boxes. 
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2.3 Further details of these terms are at Annex A. 



The standard making powers 

3.1 Section 27 A of the 1984 Act gives the DG 
power to set standards of service for BT and 
Kingston when providing relevant services in 
individual cases (as opposed to relevant services 
provided to all customers). In the rest of this paper 
these standards are referred to as iudiuidual 
standards. The DG is also empowered;- 

(a) to set compensation to be made by BT and 
Kingston if they fail to meet the individual 
standards set; 

(b) to prescribe the circumstances in which, and 
the standards of performance to be achieved 
when, BT and Kingston inform customers of 
their new rights; and 

(c) to prescribe the circumstances in which BT 
and Kingston are to be exempt from 

the above requirements. 

3.2 Section 27B of the 1984 Act also gives the DG 
power to set overall standards of performance by 
BT and Kingston when providing relevant services. 
These standards do not apply to individual 
customers, but to the overall performance of the 
operators and failure to meet them does not lead to 
compensation, although a breach can be dealt with 
as a breach of an operator's licence (see section 27K 
of the 1984 Act). In the rest of this paper, these 
standards are referred to as overall standards. 



Quality of service and OFTEL 

4.1 The powers in the Amending Act will give 
the DG an important new means of improving and 
monitoring the quality of service of telephone 
companies, a matter with which, as an important 
part of his regulatory responsibilities, the DG has 
always concerned himself. Section 3(2) (a) of the 
1984 Act requires the DG to exercise his function in 
a manner calculated to "promote the interest of 
consumers" and (elsewhere in the 1984 Act) to 
secure the provision throughout the UK of 
emergency ser\dces, public call box ser\dces, 
directory information services, maritime ser\dces 
and services in rural areas. The licences of BT and 
Kingston contain conditions relating to the price of 
the service offered, and requires them to provide 
certain types of service (eg an emergency service 
and priority fault repair service). The DG is 
required to enforce these conditions, and believ^es 
that a significant deterioration in certain services 
provided could represent a breach of the licence. 

4.2 The 1984 Act also requires the DG to consider 
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all representations made to him about 
telecommunications apparatus and services in the 
UK. He is already advised by telecommunications 
advisory committees for England, Scotland, Wales 
and Northern Ireland respectively, and by the small 
businesses advisory committee and the advisory 
committee for the disabled and elderly people, and 
by local telecommunication advisory committees. 
Representations made to the DG, and matters 
brought to his attention by the advisory committees, 
have led from time to time to regulatory action by 
the Director to improve BT's standard of service to 
customers. 

4.3 In 1986 the DG published a consultative 
document on BT's and Kingston's quality of service 
and, in consequence, publishes an annual report in 
which the results of surveys of BT's quality of 
service are presented. In addition BT publishes six 
monthly reports on its own networks, which 
currently cover network reliability (call success rates 
in networks faults per line), the time taken to install 
a new hne, the time taken to repair faults, the speed 
of response on operator services, the serviceability 
of pubhc payphones, and various indicators relating 
to private circuits. The statistics presented in these 
reports indicate that, since they were first 
published, there has been a significant improvement 
in BT's performance. 

4.4 In his June 1992 statement. Future Control on 
British Telecom's Prices, the DG said that he did not 
intend to introduce direct linkages between the 
tightness of the price cap and the quality provided 
by BT in its network services, but looked forward to 
securing improvements through monitoring and 
publishing BT's performance statistics, and through 
the new powers in the Amending Act. Nonetheless, 
certain improvements in BT's service (eg digital 
services to be available to 99% of the population by 
the end of the current price control review) were 
proposed in that statement. 



II GENERAL PRINCIPLES 



5.1 Before discussing areas of performance where 
standards might be set, it may be helpful to suggest 
some general principles for the setting of standards. 

5.2 Evoliitionanj . The making of individual and 
overall standards is NOT a once and for all exercise. 
New standards under the Act can be made at any 
time, subject to the statutory consultation and other 
processes being carried out. Similarly, standards 
can be altered in the future, again subject to the 
appropriate procedures. The DG therefore 
proposes an evolutionary exercise, keeping the 
initial standards under regular review, revoking or 
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amending them as necessary and setting new 
standards as required. In doing this, however, the 
principle set out in paragraph 5.3 below is 
important. 

5.3 Practical. However, in considering any 
amendments or additions to individual or overall 
standards, it appears necessary and desirable to 
give the operators time to absorb standards and to 
avoid making changes with such rapidity that it 
may adversely affect their standard of service to 
consumers. 

5.4 Appropriate powers. The DG, in deciding how to 
bring about improvements in any particular area of 
the services of the designated operators, will need 
to take into account the use of all his powers and 
consider which will be most appropriate and 
effective in each individual case. It may, for 
example, sometimes be the power to set standards 
under the Amending Act, but in respect of other 
matters it may be the power to take regulatory 
action under licences that is most appropriate. 

5.5 Other powers. Other provisions set out in the 
Amending Act may, in themselves, secure an 
improvement in quality of service. For example, 
section 27H of the 1984 Act requires the designated 
operator, with the agreement of the DG, to settle a 
deposit policy; this may make it unnecessary to set 
any standard about the way in which deposits are 
requested. In some cases it may, therefore, be 
appropriate to wait and see the effect these of other 
powers before setting standards in such areas. In 
other cases, once the other provisions of the 
Amending Act have been implemented (eg the 
deposit criteria have been approved by the DG) it 
may be appropriate to set standards to reinforce 
such matters. 



5.8 Dependency. In providing services, both BT and 
Kingston are, at times, dependent upon services 
supplied to them by other telecommunication 
operators. For example, Kingston, in placing a call 
to Southampton, is dependent on BT or Mercury for 
the Kingston-Southampton link. BT itself is 
dependent on overseas operators for a successful 
overseas call. As the ability of BT and Kingston to 
provide service may be affected by the service 
provided by other operators, the standards will, 
therefore, need to take account of this. 

5.9 Measurable. All standards, to be effective, need 
to be measurable and to be monitored. Further, the 
Amending Act already decrees that the measure of 
information to be published about the achievement 
of individual standards shall be related to the 
number of cases in which compensation was made 
and to the aggregate amount of value of the 
compensation. These factors need to be recognised 
in the setting of standards. 




6.1 Having set out some general principles which 
may need to be considered, this paper now 
discusses individual standards and related matters. 
Presently, BT sets some standards for itself;- 

(a) installation of a new phone line to be installed 
by a date previously agreed between the 
customer and BT; 

(b) line faults to be repaired by the end of the 
next working day after the fault has been 
reported. 



5.6 Other requirements. Under section 4 of the 
Amending Act BT and Kingston are required to 
establish a complaints handling procedure (and to 
have such a procedure approved by the DG). It 
may be considered appropriate to set a standard 
under the powers discussed in this paper to 
reinforce that procedure (for example that 
complaints should be acknowledged and 
investigated in a set (and specified) time). 

5.7 Consistency? As mentioned at paragraph 2.1, BT 
and Kingston qualify as designated operators under 
the Amending Act. A question to be considered is 
whether customers of BT and Kingston should have 
the same guaranteed standard of service or whether 
there are good legitimate and infrastructure reasons 
for differing standards for each. The two companies 
do have different resources. This question may have 
to be decided case by case based on what is 
reasonable. 



The DG proposes that the above should be made 
into individual standards under the Amending Act 
to apply to both BT and Kingston. 

6.2 There may be other areas or service to 
individual customers where improvements are 
perceived to be necessary and where new standards 
would be appropriate. In considering this, it may be 
helpful to consider problems that can occur at 
various stages of a customer's contact with a 
telephone company or the needs of particular 
customers, eg: 

(a) the ordering and installation of a telephone 
line; 

(b) the takeover of an existing telephone line; 

(c) the reporting and repair of line faults; 

(d) appointments to install line equipment and 
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repair line faults; 

(e) the handling of billing procedures by 
operators; 

(f) the provision of directories; 

(g) the use by operators of their power to 
disconnect; 

(h) the handling of a request by a customer to an 
operator to cease to provide service (eg 
because the customer is moving); 

(i) the provision of services to special classes of 
customers (eg disabled people, hard of 
hearing people). 

6.3 Views will be welcomed on what individual 

standards should be set. 



Compensation 

7.1 The Amending Act also enables the DG to 
specify compensation for customers where 
mdividual standards have not been met. Currently, 
for the self imposed standards described in 
paragraph 6.1, BT pays;- 

(a) for personal customers, compensation of one 
month's Ime rental for each day it falls short 
of the installation and repair targets or actual 
loss up to £1,000 per line if such loss can be 
proved to have been incurred; 

(b) for business customers, compensation at £25 
each day for such failure, or up to £5,000 per 
line for actual provable loss, up to a 
maximum of £20,000. 

7.2 Views will be welcomed on the levels of 
compensation to be paid if individual standards 
are not met, and whether levels of compensation 
should escalate for major or very lengthy breaches. 

Circumstances in which customers are 
to be told of their rights 

8.1 Tire Amending Act allows the DG to 
prescribe the circumstances in which customers are 
to be told by the designated operators of their rights 
about individual standards. The DG proposes that:- 

(a) all existing customers of the operator as at the 
date of the making of a standard shall be 
informed by the relevant designated operator 
of their rights in relation to that standard 
within three months of the making of the 
standard; 

(b) all neiv customers of the operator:- 

(i) who enter into a contract for service 



within a period of two months from the date 
of the making of the first standard shall be 
informed by the relevant designated operator 
of their rights under all current standards 
within two months of the making of their 
contract or first use of the service; and 

(ii) who enter into a contract for service 
after a period of two months from the date of 
the making of the first standard, shall be 
informed by the relevant designated operator 
of their rights under all current standards no 
later than two weeks after the making of their 
contract or first use of the service; 

(c) after a period of two months from the making 
of the first standard, any customer on written 
request to the designated operator shall 
within two weeks thereof be informed by the 
relevant designated operator of their rights 
under the current standards, free of charge; 

(d) any customer in dispute with a designated 
operator about whether or not a standard has 
been met shall automatically be informed by 
that operator of his rights in relation to that 
standard, free of charge. 

8.2 Views will be welcomed on these proposals. 

Standards to be met by operators on 
informing customers 

9.1 The Amending Act also allows the DG to set 
standards of performance in relation to the duty on 
designated operators to inform customers of their 
rights. The proposed duty is as set out in paragraph 
8 above and, as these should be capable of being met 
in their entirety, it is proposed that, subject to the 
exceptions mentioned in paragraph 10.2 below, the 
standards in paragraph 8.1(a)-(c), the performance of 
ivhich can be easily measured, should be met in their 
entirety. In other words, if an operator did not 
inform a customer in conformity with paragraph 8.1 
above the operator would have to pay the customer 
compensation. 

9.2 Views will be welcomed on this proposal. 

Exemptions 

10.1 The Amending Act allows the DG to set 
circumstances in which the designated operator is to 
be exempted from any requirements set under 
paragraphs 6, 7, 8 and 9 above. 

10.2 It appears reasonable that an operator should be 
exempted because of forces beyond its control, and it 
is, therefore, proposed that there shall be exemption 
for any properly evidenced failure due to:- 
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any physical, topographical or other natural 
obstacle, by the act of any national authority, 
local authority or international organisation, 
or as a result of fire, flooci, storm, tempest, 
explosion, emergency, riot or war. 

10.3 In addition, in relation to the individual 
standards themselves (paragraph 6 above), it is 
proposed that no failure of the standard shall result 
when access to relevant premises at an agreed time is 
refused to an operator. 

10.4 Views will be welcomed on these proposals 
and any other exemptions that might be appropriate. 




11.1 As mentioned at paragraph 3.3, the Amending 
Act also gives the DG power to set overall standards 
of performance. These are standards which relate to 
the network as a whole, rather than to an individual 
customer. Breach of such standards does not lead to 
compensation being payable, although a failure to 
meet an overall standard, or to inform customers 
about such standards and the level of performance, 
can be treated as a breach of the operator's licence 
conditions. 

11.2 BT presently sets some overall targets for itself, 
eg that BT payphones should be working all the time, 
that each call is connected first time, operators to 
answer within 15 seconds and directory enquiry calls 
to be answered within 15 seconds by an operator. 
These, however, are targets to be aimed at, not 
standards which must be met. 

11.3 In considering what overall standards should be 
made, it may be useful to consider the following areas 
(although other ideas would be welcomed) 

(a) what percentage of payphone sites should be 
serviceable? 

(b) what is an acceptable call failure rate? 

(c) how long should it be before the operator 
answers? 

(d) how quickly should directory enquiries answer? 

(e) how accurate should directories be? 

(f) how often should directories be issued? 

(g) how can the presentation, layout and timing 
of bills be improved? 

(h) how quickly should itemisation of bills and 
call barring be available to all customers? 

(i) how quickly should there be a response to:- 



(i) telephone enquiries to BT on 150/151 

or 152/154; 

(ii) written enquiries? 

(j) what should the office opening hours be? 

11.4 Views will be welcomed on what overall 
standards should be set. 




12.1 It is hoped that regulations and determinations 
setting the standards can be made in the near 
future. Views, comments and suggestions on the 
matters set out in this paper are invited and will be 
extremely helpful to the DG in deciding what 
customers actually want and what the regulations/ 
determinations should contain. It will help if replies 
could reflect the format of this paper and be set out 
under the following headings:- 

Individiml standards 

(a) the individual standards to be set (see 
paragraph 6 above); 

(b) the compensation to be paid for failure to 
meet such standards (see paragraph 7 above); 

(c) how customers are to be told of their rights 
(see paragraph 8 above); 

(d) standards for the designated operators to 
meet in informing customers of their rights 
(see paragraph 9 above); 

(e) exemptions from individual standards (see 
paragraph 10 above); 

Overall standards 

(f) the overall standards to be set (see paragraph 
11 above). 

12.2 Lastly, the final form of both the individual 
and the overall standards wall have to be expressed 
in legally correct language, but views are not 
expected in that form. 

12.3 Replies should be sent to:- 

Mr D G Hyde 
Director of Consumer and 
International Affairs 
OFTEL 
Export House 
50 Ludgate Hill 
London EC4M 7JJ 

and should arrive no later than 27 November 1992. 
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1 The Competition and Services (Utilities) Act 
1992 ('the Amending Act') amended the 
Telecommunications Act 1984 ('the 1984 Act') by 
inserting new sections (27A-L and 46A) which give 
new duties to the Director General of 
Telecommunications ('the DG') and make provision 
for new obligations to be imposed on certain 
telephone companies in respect of some of their 
services when supphed to particular customers. 

2 The Act only applies to:- 

(i) 'designated operators'. Section 10 of the 
Amendmg Act provides for the Secretary of State to 
designate the operators to which that Act will 
apply. Only operators who provide at least 25% of 
the voice telephony services supphed within the 
area in relation to which they are licensed as a 
public telecommunications operator can be 
designated. (British Telecommunications pic ('BT') 
and Kingston Communications (Hull) pic 
('Kingston') were so designated on 10 June 1992 as 
the only operators fulfilling that criterion; 

(ii) the following services when provided to 
customers of a designated operator, being either 
occupiers of residential premises and occupiers of 
business premises served by a single exchange line:- 

any voice telephony servdce; 
telephone rental servdce; 
directory ser\hce; 
directory information service; 
facsimile transmission service; 

(hi) any public caUbox service provided by a 
designated operator. 

(The services listed at (ii) and (iii) above are referred 
to in the Amending Act and below as 'relevant 
services'.) 

3 Further explanations of the terms used 
above:- 

(i) voice telephony servdce - speech by means of 
a telecommunication system. It includes both live 
and recorded speech and covers calls charged at 
standard rates and premium rate services. This 
definition only apphes where these services are 
actually provided over an exchange line. Services 
provided over more speciahsed communication 
facilities such as private circuits are not covered; 

(ii) telephone rental service - this covers only the 
hiring out of apparatus (by a designated operator) 
which is connected to the network by a 'hard wire' 
rather than the newer plug and socket coimection. 
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(iii) directory services - this covers directories 
which consist of simple alphabetical lists of 
customers (sometimes referred to as 'white page' 
directories), but excludes directories such as BT's 
Yellow Pages, which is primarily an advertising 
medium, and where the market is competitive. 

Both printed directories and directories presented in 
other formats, eg electronic storage media, are 
included; 

(iv) directory information service - 'directory 
enquiries'; 

(v) facsimile transmission service - this covers the 
actual transmission of the signals but not the 
provision or operation of the sending and receiving 
terminals. (This definition only applies where these 
services are actually provided over an exchange 
line. Services provided over more specialised 
communication facilities such as private circuits are 
not covered.) 

4 The Amending Act requires consultations 
with persons or bodies likely to be affected by 
various provisions of the Act or with customers of 
the designated operator or research into the views 
of such persons to be carried out, and various 
regulations, procedures and criteria to be made, 
established or approved. The new provisions will 
gradually come into force as these various steps are 
completed. 

Individual standards 

5 Section 27A of the 1984 Act enables the DG, 
after required consultation, to set standards of 
performance for BT and Kingston when they 
provide relevant services to individual customers, 
the way in which BT and Kingston are to tell their 
customers of their rights under such standards, the 
standards to be met by BT and Kingston in 
providing such information, the compensation to be 
made by BT and Kingston if they fail to meet such 
standards, and the circumstances in which BT and 
Kingston are exempt from such regulations. 

Overall standards 

6 Section 27B of the 1984 Act enables the DG, 
after required consultation, to set overall standards 
of performance by BT and Kingston in connection 
with their provision of relevant services. 

Information about standard performance 

7 Section 27C of the 1984 Act gives the DG 
powers to collect, and requires him to publish, 
information about compensation paid to customers 
of BT and Kingston because of their failure to meet 
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individual standards and their levels of 
performance of overall standards; Section 27D of 
the 1984 Act requires BT and Kingston to inform 
their customers of overall standards set for them 
and their level of achieved performance. 

Deposit criteria 

8 Section 27H of the 1984 Act requires BT and 
Kingston to settle, have agreed by the DG, and to 
publicise their criteria about:- 

(i) whether a customer is to be required to pay a 
deposit before being provided with any 
relevant service; and 

(ii) if so, the amount which he is required to pay. 

9 Once the DG has approved the deposit 
criteria of BT and Kingston, section 27H(4) of the 
1984 Act will be made effective, which provides that 
except in such circumstances as may be specified in 
the criteria, no person who is disabled (as defined 
by the criteria) shall be required to pay a deposit 
before being provided with any relevant service by 
BT or Kingston. 

Compiaints handling procedures 

10 Section 27E of the 1984 Act requires BT and 
Kingston to establish, and have approved by the 
DG, and to publicise, their procedures for dealing 
with complaints by their customers about their 
provision of relevant services. 

Disconnections 

11 Section 27J of the 1984 Act provides that if a 
customer of BT or Kingston fails to pay any charges 
in connection with the provision of any relevant 
service, BT and Kingston do not have a power to 
discontinue the provision of that service in respect 
of any amount which is genuinely in dispute. 

Dispute resolution 

12 The Act enables the DG to resolve certain 
disputes:- 

(i) individual standards - any dispute between BT 
or Kingston and their customers about their rights 
relating to individual standards of performance as 
set under the Act (Section 27 A of the 1984 Act); 

(ii) unfair discrimination - any dispute between BT 
or Kingston and their customers or potential 
customers as to whether BT or Kingston have 
exercised undue discrimination in respect of charges 
applied, or to be applied, or have shown undue 



preference to any other person in respect of such 
charges, or have applied or propose to apply, any 
charges in connection with the provision of the 
service in connection to the customer (Section 27F of 
the 1984 Act); 

(iii) billing disputes - any dispute between BT or 
Kingston and their customers about the amount of 
the charge BT or Kingston is entitled to from the 
customer for providing a relevant service (Section 
27G of the 1984 Act); and 

(iv) deposits - any dispute between BT or Kingston 
and a prospective customer of theirs about a request 
to pay a deposit before being provided with a 
relevant service or the amount so required (Section 
271 of the 1984 Act). 



Prerequisite step for legal proceedings 

13 Once the billing dispute mechanism has been 
set up (see paragraph 12(iii) above) section 27G(8) of 
the 1984 Act will be made effective thus providing 
that BT and Kingston may not commence 
proceedings before any court in respect of any 
charge relating to the provision of a relevant service 
unless, not less than 28 days before doing so, the 
customer concerned was informed by BT and 
Kingston of:- 

(a) the intention to commence proceedings; 

(b) the customer's rights under the billing 
disputes mechanism; and 

(c) other matters that may be prescribed. 
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as amended by the Competition and Service (Utilities) Act 
1992 



Standards of performance in individual 
cases 

27A.(1) The Director may make regulations 
prescribing, for any designated operator, such 
standards of performance in connection with the 
provision of relevant services by that operator as, in 
his opinion, ought to be achieved in individual cases. 

(2) Regulations under subsection (1) above may only 
be made:- 

(a) with the consent of the Secretary of State; 

(b) after consulting:- 

(i) the designated operator; and 

(ii) persons or bodies appearing to the 
Director to be representative of 
persons likely to be affected by the 
regulations; and 

(c) after arranging for such research as the 
Director considers appropriate with a 
view to discovering the views of a 
representative sample of persons likely to 
be so affected and considering the 
results. 

(3) Regulations under this section may:- 

(a) prescribe circumstances in which the 
designated operator is to inform persons 
of their rights under this section; 

(b) prescribe such standards of performance 
in relation to any duty arising under 
paragraph (a) above as, in the Director's 
opinion, ought to be achieved in all cases; 

(c) prescribe circumstances in which the 
designated operator is to be exempted 
from any requirement of the regulations 
or this section. 

(4) If the designated operator fails to meet a 
prescribed standard, he shall make to any person who 
is affected by the failure such compensation as may be 
determined by or under the regulations. 

(5) The making of compensation under this section in 
respect of any failure to meet a prescribed standard 
shall not prejudice any other remedy which may be 
available in respect of the act or omission which 
constituted that failure. 



(6) Any dispute arising under this section or 
regulations made under this section:- 

(a) may be referred to the Director by 
either party; and 

(b) on such a reference, shall be 
determined by order made:- 

(i) by the Director; or 

(ii) by such other person as may 
be prescribed. 

(7) Any person making an order under subsection 
(6) above shall include in the order his reasons for 
reaching his decision with respect to the dispute. 

(8) The practice and procedure to be followed in 
connection with any such determination shall be such 
as may be prescribed. 

(9) An order under subsection (6) above shall be 
final and shall be enforceable:- 

(a) in England and Wales and in Northern 
Ireland, as if it were a judgment of a 
county court; and 

(b) in Scotland, as if it were an extract 
registered decree arbitral bearing a 
warrant for execution issued by the 
sheriff. 

(10) In this section 'prescribed' means prescribed by 
regulations under this section. 

Overall standards of performance 

27B.(1) The Director may from time to time:- 

(a) determine such standards of overall 
performance in connection with the provision 
of relevant services by the designated operator 
as, in liis opinion, ought to be achieved by that 
operator; and 

(b) arrange for the publication, in such form and in 
such manner as he considers appropriate, of the 
standards so determined. 

(2) The Director may only make a determination 
under subsection (l)(a) above after 

(a) consulting the designated operator concerned 
and persons or bodies appearing to the Director 
to be representative of persons likely to be 
affected; and 

(b) arranging for such research as the Director 
considers appropriate with a view to 
discovering the views of a representative 
sample of persons likely to be affected and 
considering the results. 
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